Human Resource Management Incidents Report
7/1/2010 to 7/31/2010 as of 8/2/2010

|Human Resource Management I

First Contact Resolution

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.
Cells displayed show the number of incidents resolved on first contact during the reporting period.

Top Number - Total Incidents
Bottom Number - FCR Met

High Low Medium Total
Application Error Novell 0 2
GroupWise 0 0
Total 0 2
0 0
None Novell 0 1
GroupWise 0 0
Total 0 1
0 0
Password Novell 0 1
GroupWise 0 0
Total 0 1
0 0
Reporting Novell 0 1
GroupWise 0 0
Total 0 1
0 0
Total 0 5
0 0
Network Error Novell Client 0 1
for 32-bit 0 0




High Low Medium Total
Network Error Total 1 1
0 0
Incident None 0 1
0 0
Total 0 1
0 0
Total 1 2
0 0
PC/Laptop Error None 1 1
0 0
Total 1 1
0 0
Total 1 1
0 0
Print/Copy/Sca None None 2 2
n/Fax 0 0
Total 2 2
0 0
Queue None 1 1
0 0
Total 1 1
0 0
Total 3 3
0 0
10 11
0 0
_No Tier 2 None None 0 1
0 0
Total 0 1
0 0
Total 0 1
0 0
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High Low Medium Total
_No Tier 2 Total 1 0 1
0 0 0
Application None None 1 0 1
1 0 1
Total 1 0 1
1 0 1
Password None 1 0 1
1 0 1
Total 1 0 1
1 0 1
Reporting Novell 1 0 1
Messenger 1 0 1
Total 1 0 1
1 0 1
Total 3 0 3
3 0 5
Network Password Novell Client 1 0 1
for 32-bit 0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
5 0 5
3 0 3
_No Tier 2 None FrontEnd 1 0 1
0 0 0
Internet 1 0 1
Explorer 0 0 0
State Payroll 1 0 1
System 0 0 0
Total 3 0 3
0 0 0
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High

Low

Medium

Total

Network Total 3 0 3
2 0 2

PC/Laptop Hardware None 2 0 2
0 0 0

Total 2 0 2

0 0 0

Total 2 0 2

0 0 0

Print/Copy/Sca Incident None 1 0 1
n/Fax 0 0 0
1 0 1

0 0 0

1 0 1

0 0 0

11 0 11

2 0 2

PC/Laptop 1 0 1
0 0 0

1 0 1

0 0 0

1 0 1

0 0 0

1 0 1

0 0 0

Application None Novell 1 0 1
GroupWise 0 0 0

Total 1 0 1

0 0 0

1 0 1

0 0 0

1 0 1

0 0 0
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Missed Initial Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards.

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and

Critical within 30 clock minutes.
Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period.

Top Number - Total Incidents

®

Bottom Number - Missed Inital Respons

High Low Medium Total
Application Error Novell 0 2 0
GroupWise 0 2 0
Total 0 2 0
0 2 0
None Novell 0 1 0
GroupWise 0 0 0
Total 0 1 0
0 0 0
Password Novell 0 1 0
GroupWise 0 1 0
Total 0 1 0
0 1 0
Reporting Novell 0 1 0
GroupWise 0 0 0
Total 0 1 0
0 0 0
Total 0 5 0
0 3 0
Network Error Novell Client 0 1 0
for 32-bit 0 0 0
Total 0 1 0
0 0 0
Incident None 0 0 1
0 0 0
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Network Incident Total 0 1
0 0

Total 1 2

0 0

PC/Laptop Error None 1 1
0 0

Total 1 1

0 0

Total 1 1

0 0

Print/Copy/Sca None None 2 2
n/Fax 1 1
Total 2 2

1 1

Queue None 1 1

0 0

Total 1 1

0 0

Total 3 3

1 1

10 11

4 4

_No Tier 2 None None 0 1
0 0

Total 0 1

0 0

Total 0 1

0 0

Application Reporting Internet 1 1
Explorer 1 1

Total
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High Low Medium Total
Server None Total 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
Telecom None None 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
Voice Mail None 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
Total 0 2 0 2
0 0 0 0
2 9 0 11
0 0 0 0
Application Error None 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
Reporting None 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
Total 0 2 0 2
0 0 0 0
PC/Laptop None None 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0




High Low Medium Total
0 3 3
0 0 0
Application Error None 0 1 1
0 0 0
Total 0 1 1
0 0 0
Total 0 1 1
0 0 0
Network Incident Novell Client 0 1 1
for 32-bit 0 0 0
Total 0 1 1
0 0 0
Password Novell Client 0 1 1
for 32-bit 0 0 0
Total 0 1 1
0 0 0
Total 0 2 2
0 0 0
PC/Laptop None None 0 1 1
0 0 0
Total 0 1 1
0 0 0
Total 0 1 1
0 0 0
0 4 4
0 0 0
_No Tier 2 None None 0 1 1
0 0 0
Total 0 1 1
0 0 0
Total 0 1 1
0 0 0
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Application Error Total 1 1
0 0

Total 1 1

0 0

PC/Laptop None None 1 1
0 0

Total 1 1

0 0

Total 1 1

0 0

Print/Copy/Sca None None 1 1
n/Fax 1 1
Total 1 1

1 1

Total 1 1

1 1

6 6

1 1

_No Tier 2 None Microsoft Word 1 1
0 0

Novell 1 3

GroupWise 0 0

State Payroll 1 1

Time Entry 0 0

Total 3 5

0 0

Total 3 5

0 0

Network Password None 2 2
0 0

Total 2 2

0 0
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0
2
0
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0
Total 0
0
0
0
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0
Novell 0
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Total 0
0
Novell Client 0
for 32-bit 0
Total 0
0
0
0
Novell Client 0
for 32-bit 0
Novell 0
ConsoleOne 0
Total 0
0
0
0
None 0




High Low Medium Total
PC/Laptop Hardware Total 2 2
1 1
Total 2 2
1 1
Print/Copy/Sca Incident None 1 1
n/Fax 1 1
1 1
1 1
1 1
1 1
11 11
2 2
PC/Laptop 1 1
0 0
1 1
0 0
1 1
0 0
1 1
0 0
Application None Novell 1 1
GroupWise 0 0
Total 1 1
0 0
1 1
0 0
1 1
0 0
_No Tier 2 1 1
0 0
Novell Client 1 1
for 32-bit 0 0
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_No Tier 2 None Total 2 0 2
0 0 0

Total 2 0 2

0 0 0

Application Error None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Total 1 0 1

0 0 0

Network Incident None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Password Novell Client 1 0 1

for 32-bit 1 0 1

Total 1 0 1

1 0 1

Total 2 0 2

1 0 1

5 0 5

1 0 1

PC/Laptop Error Microsoft 1 0 1
Windows XP 0 0 0

Total 1 0 1

0 0 0

Performance None 1 0 1

0 0 0

Total 1 0 1
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Average Time To Initial Response

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards.
Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock hour minutes.

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Top Number - Total Incidents
Bottom Number -Average time in hours

High Low Medium Total
Application Error Novell 0 2 0 2
GroupWise 0.00 1.88 0.00 1.88
Total 0 2 0 2
0.00 1.88 0.00 1.88
None Novell 0 1 0 1
GroupWise 0.00 0.48 0.00 0.48
Total 0 1 0 1
0.00 0.48 0.00 0.48
Password Novell 0 1 0 1
GroupWise 0.00 2.03 0.00 2.03
Total 0 1 0 1
0.00 2.03 0.00 2.03
Reporting Novell 0 1 0 1
GroupWise 0.00 0.38 0.00 0.38
Total 0 1 0 1
0.00 0.38 0.00 0.38
Total 0 5 0 5
0.00 1.33 0.00 1.33
Network Error Novell Client 0 1 0 1
for 32-bit 0.00 0.22 0.00 0.22
Total 0 1 0 1
0.00 0.22 0.00 0.22
Incident None 0 0 1 1
0.00 0.00 0.19 0.19




High

Low

Medium

Total

Network Incident Total 0 0 1 1
0.00 0.00 0.19 0.19

Total 0 1 1 2

0.00 0.22 0.19 0.20

PC/Laptop Error None 0 1 0 1
0.00 0.49 0.00 0.49

Total 0 1 0 1

0.00 0.49 0.00 0.49

Total 0 1 0 1

0.00 0.49 0.00 0.49

Print/Copy/Sca None None 0 2 0 2
n/Fax 0.00 1.60 0.00 1.60
Total 0 2 0 2

0.00 1.60 0.00 1.60

Queue None 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 3 0 3

0.00 1.07 0.00 1.07

0 10 1 11

0.00 1.05 0.19 0.98

_No Tier 2 None None 0 0 1 1
0.00 0.00 0.00 0.00

Total 0 0 1 1

0.00 0.00 0.00 0.00

Total 0 0 1 1

0.00 0.00 0.00 0.00

Application Reporting Internet 0 1 0 1
Explorer 0.00 6.84 0.00 6.84

Total 0 1 0 1

0.00 6.84 0.00 6.84




High Low Medium Total
Application Total 0 1 0 1
0.00 6.84 0.00 6.84
0 1 1 2
0.00 6.84 0.00 3.42
_No Tier 2 None None 2 0 0 2
0.06 0.00 0.00 0.06
Total 2 0 0 2
0.06 0.00 0.00 0.06
Total 2 0 0 2
0.06 0.00 0.00 0.06
Application Error Microsoft Word 0 1 0 1
0.00 0.00 0.00 0.00
None 0 1 0 1
0.00 0.00 0.00 0.00
Novell Client 0 1 0 1
for 32-bit 0.00 0.00 0.00 0.00
Total 0 3 0 3
0.00 0.00 0.00 0.00
Password Utah Master 0 2 0 2
Directory 0.00 0.42 0.00 0.42
Total 0 2 0 2
0.00 0.42 0.00 0.42
Total 0 5 0 5
0.00 0.17 0.00 0.17
Network Error None 0 1 0 1
0.00 0.53 0.00 0.53
Total 0 1 0 1
0.00 0.53 0.00 0.53
Total 0 1 0 1
0.00 0.53 0.00 0.53
Server None None 0 1 0 1
0.00 0.00 0.00 0.00




High

Low

Medium

Total

Server None Total 0 1 0 1
0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Telecom None None 0 1 0 1
0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Voice Mail None 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00

2 9 0 11

0.06 0.15 0.00 0.14

Application Error None 0 1 0 1
0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Reporting None 0 1 0 1

0.00 0.13 0.00 0.13

Total 0 1 0 1

0.00 0.13 0.00 0.13

Total 0 2 0 2

0.00 0.07 0.00 0.07

PC/Laptop None None 0 1 0 1
0.00 0.26 0.00 0.26

Total 0 1 0 1

0.00 0.26 0.00 0.26

Total 0 1 0 1

0.00 0.26 0.00 0.26




High Low Medium Total
0 3 0 3
0.00 0.13 0.00 0.13
Application Error None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Network Incident Novell Client 0 1 0 1
for 32-bit 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Password Novell Client 0 1 0 1
for 32-bit 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.00 0.00 0.00
PC/Laptop None None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
0 4 0 4
0.00 0.00 0.00 0.00
_No Tier 2 None None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00




High

Low

Medium

Total

Application Error Microsoft 0 1 0 1
Access 0.00 0.69 0.00 0.69

Microsoft Office 0 1 0 1

0.00 0.05 0.00 0.05

None 0 1 1 2

0.00 0.00 0.00 0.00

Novell 0 1 0 1

GroupWise 0.00 0.00 0.00 0.00

Total 0 4 1 5

0.00 0.18 0.00 0.15

Total 0 4 1 5

0.00 0.18 0.00 0.15

PC/Laptop Error None 0 1 0 1
0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

None Novell Client 0 1 0 1

for 32-bit 0.00 1.58 0.00 1.58

Total 0 1 0 1

0.00 1.58 0.00 1.58

Total 0 2 0 2

0.00 0.79 0.00 0.79

0 7 1 8

0.00 0.33 0.00 0.29

_No Tier 2 None None 0 1 0 1
0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Application None None 0 1 0 1
0.00 0.00 0.00 0.00




High Low Medium Total
Application None Total 0 1 0 1
0.00 0.00 0.00 0.00
Password None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Reporting Novell 0 1 0 1
Messenger 0.00 0.15 0.00 0.15
Total 0 1 0 1
0.00 0.15 0.00 0.15
Total 0 3 0 3
0.00 0.05 0.00 0.05
Network Password Novell Client 0 1 0 1
for 32-bit 0.00 0.08 0.00 0.08
Total 0 1 0 1
0.00 0.08 0.00 0.08
Total 0 1 0 1
0.00 0.08 0.00 0.08
0 5 0 5
0.00 0.04 0.00 0.04
_No Tier 2 None FrontEnd 0 1 0 1
0.00 0.49 0.00 0.49
Internet 0 1 0 1
Explorer 0.00 0.16 0.00 0.16
State Payroll 0 1 0 1
System 0.00 0.23 0.00 0.23
Total 0 3 0 3
0.00 0.30 0.00 0.30
Total 0 3 0 3
0.00 0.30 0.00 0.30
Application Error Java Platform 0 1 0 1
SE 0.00 0.00 0.00 0.00




High

Low

Medium

Total

Application Error Total 0 1 0 1
0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

PC/Laptop None None 0 1 0 1
0.00 0.49 0.00 0.49

Total 0 1 0 1

0.00 0.49 0.00 0.49

Total 0 1 0 1

0.00 0.49 0.00 0.49

Print/Copy/Sca None None 0 1 0 1
n/Fax 0.00 1.55 0.00 1.55
Total 0 1 0 1

0.00 1.55 0.00 1.55

Total 0 1 0 1

0.00 1.55 0.00 1.55

0 6 0 6

0.00 0.49 0.00 0.49

_No Tier 2 None Microsoft Word 0 1 0 1
0.00 0.00 0.00 0.00

Novell 0 1 2 3

GroupWise 0.00 0.00 0.00 0.00

State Payroll 0 1 0 1

Time Entry 0.00 0.00 0.00 0.00

Total 0 3 2 5

0.00 0.00 0.00 0.00

Total 0 3 2 5

0.00 0.00 0.00 0.00

Network Password None 0 2 0 2
0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00




High Low Medium Total
Network Total 0 2 0 2
0.00 0.00 0.00 0.00
0 5 2 7
0.00 0.00 0.00 0.00
_No Tier 2 None None 0 1 0 1
0.00 0.80 0.00 0.80
Total 0 1 0 1
0.00 0.80 0.00 0.80
Total 0 1 0 1
0.00 0.80 0.00 0.80
Application Error Adobe Reader 0 1 0 1
0.00 0.18 0.00 0.18
Novell 0 2 0 2
GroupWise 0.00 0.24 0.00 0.24
Total 0 3 0 3
0.00 0.22 0.00 0.22
None Novell Client 0 1 0 1
for 32-bit 0.00 0.16 0.00 0.16
Total 0 1 0 1
0.00 0.16 0.00 0.16
Total 0 4 0 4
0.00 0.20 0.00 0.20
Network Password Novell Client 0 1 0 1
for 32-bit 0.00 0.18 0.00 0.18
Novell 0 2 0 2
ConsoleOne 0.00 0.00 0.00 0.00
Total 0 3 0 3
0.00 0.06 0.00 0.06
Total 0 3 0 3
0.00 0.06 0.00 0.06
PC/Laptop Hardware None 0 2 0 2
0.00 1.08 0.00 1.08




High

Low

Medium

Total

PC/Laptop Hardware Total 0 2 0 2
0.00 1.08 0.00 1.08

Total 0 2 0 2

0.00 1.08 0.00 1.08

Print/Copy/Sca Incident None 0 1 0 1
n/Fax 0.00 1.22 0.00 1.22
0 1 0 1

0.00 1.22 0.00 1.22

0 1 0 1

0.00 1.22 0.00 1.22

0 11 0 11

0.00 0.47 0.00 0.47

PC/Laptop 0 1 0 1
0.00 0.12 0.00 0.12

0 1 0 1

0.00 0.12 0.00 0.12

0 1 0 1

0.00 0.12 0.00 0.12

0 1 0 1

0.00 0.12 0.00 0.12

Application None Novell 0 1 0 1
GroupWise 0.00 0.49 0.00 0.49

Total 0 1 0 1

0.00 0.49 0.00 0.49

0 1 0 1

0.00 0.49 0.00 0.49

0 1 0 1

0.00 0.49 0.00 0.49

_No Tier 2 0 1 0 1
0.00 0.00 0.00 0.00

Novell Client 0 1 0 1

for 32-bit 0.00 0.00 0.00 0.00




High Low Medium Total
_No Tier 2 None Total 0 2 0 2
0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.00 0.00 0.00
Application Error None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Network Incident None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Password Novell Client 0 1 0 1
for 32-bit 0.00 1.53 0.00 1.53
Total 0 1 0 1
0.00 1.53 0.00 1.53
Total 0 2 0 2
0.00 0.77 0.00 0.77
0 5 0 5
0.00 0.31 0.00 0.31
PC/Laptop Error Microsoft 0 1 0 1
Windows XP 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Performance None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.00 0.00 0.00




Print/Copy/Sca
n/Fax

Application

Telecom

Telecom

High Low Medium Total
Incident None 0 2 0 2
0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.00 0.00 0.00
Paper Jam 0 1 0 1
0.00 0.00 0.00 0.00
0 1 0 1
0.00 0.00 0.00 0.00
0 3 0 5
0.00 0.00 0.00 0.00
0 5 0 5
0.00 0.00 0.00 0.00
Reporting Human 0 1 0 1
Resource 0.00 956.67 0.00 956.67
Total 0 1 0 1
0.00 956.67 0.00 956.67
0 1 0 1
0.00 956.67 0.00 956.67
0 1 0 1
0.00 956.67 0.00 956.67
Voice Mail 0 2 0 2
0.00 0.10 0.00 0.10
0 2 0 2
0.00 0.10 0.00 0.10
0 2 0 2
0.00 0.10 0.00 0.10
0 2 0 2
0.00 0.10 0.00 0.10
0 1 0 1
0.00 0.52 0.00 0.52
Total 0 1 0 1
0.00 0.52 0.00 0.52




High

Low

Medium

Total

Telecom

0.52

0.52

84
11.78




Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.

Top Number - Total Incidents
Bottom Number - Missed Resolution

High Low Medium Total
Application Error Novell 0 2 0 2
GroupWise 0 0 0 0
Total 0 2 0 2
0 0 0 0
None Novell 0 1 0 1
GroupWise 0 0 0 0
Total 0 1 0 1
0 0 0 0
Password Novell 0 1 0 1
GroupWise 0 0 0 0
Total 0 1 0 1
0 0 0 0
Reporting Novell 0 1 0 1
GroupWise 0 0 0 0
Total 0 1 0 1
0 0 0 0
Total 0 5 0 5
0 0 0 0
Network Error Novell Client 0 1 0 1
for 32-bit 0 0 0 0
Total 0 1 0 1
0 0 0 0
Incident None 0 0 1 1
0 0 0 0




High

Low

Medium

Total

Network Incident Total 0 1
0 0

Total 1 2

0 0

PC/Laptop Error None 1 1
0 0

Total 1 1

0 0

Total 1 1

0 0

Print/Copy/Sca None None 2 2
n/Fax 0 0
Total 2 2

0 0

Queue None 1 1

0 0

Total 1 1

0 0

Total 3 3

0 0

10 11

0 0

_No Tier 2 None None 0 1
0 0

Total 0 1

0 0

Total 0 1

0 0

Application Reporting Internet 1 1
Explorer 1 1

Total




High

Low

Medium

Total

Application

_No Tier 2

Total

None

None

Total

Total

Application

Error

Microsoft Word

None

Novell Client
for 32-bit

Total

Password

Utah Master
Directory

Total

Total

Network

Error

None

Total

Total

Server

None

None




High

Low

Medium

Total

Server None Total 0 1 0 1
0 0 0 0

Total 0 1 0 1

0 0 0 0

Telecom None None 0 1 0 1
0 0 0 0

Total 0 1 0 1

0 0 0 0

Voice Mail None 0 1 0 1

0 0 0 0

Total 0 1 0 1

0 0 0 0

Total 0 2 0 2

0 0 0 0

2 9 0 11

0 0 0 0

Application Error None 0 1 0 1
0 0 0 0

Total 0 1 0 1

0 0 0 0

Reporting None 0 1 0 1

0 0 0 0

Total 0 1 0 1

0 0 0 0

Total 0 2 0 2

0 0 0 0

PC/Laptop None None 0 1 0 1
0 1 0 1

Total 0 1 0 1

0 1 0 1

Total 0 1 0 1

0 1 0 1




Application

Error

None

High

Low

Medium

Total

o

Total

Total

Network

Incident

Novell Client
for 32-bit

Total

Password

Novell Client
for 32-bit

Total

Total

PC/Laptop

_No Tier 2

None

None

Total

Total

None

None

Total

Total




High

Low

Medium

Total

Application

Error

Microsoft
Access

Microsoft Office

None

Novell
GroupWise

Total

Total

PC/Laptop

_No Tier 2

Error

None

Total

None

Novell Client
for 32-bit

Total

Total

None

None

Total

Total

Application

None

None




High

Low

Medium

Total

Application

None

Total

Password

None

Total

Reporting

Novell
Messenger

Total

Total

Network

_No Tier 2

Password

Novell Client
for 32-bit

Total

Total

None

FrontEnd

Internet
Explorer

State Payroll
System

Total

Total

Application

Error

Java Platform
SE




High

Low

Medium

Total

Application

Error

Total

Total

PC/Laptop

None

None

Total

Total

Print/Copy/Sca
n/Fax

_No Tier 2

None

None

Total

Total

None

Microsoft Word

Novell
GroupWise

State Payroll
Time Entry

Total

Total

Network

Password

None

Total




High

Low

Medium

Total

Network Total 0
0

2

0

_No Tier 2 None None 0
0

Total 0

0

Total 0

0

Application Error Adobe Reader 0
0

Novell 0

GroupWise 0

Total 0

0

None Novell Client 0

for 32-bit 0

Total 0

0

Total 0

0

Network Password Novell Client 0
for 32-bit 0

Novell 0

ConsoleOne 0

Total 0

0

Total 0

0

PC/Laptop Hardware None 0




High

Low

Medium

Total

PC/Laptop Hardware Total 2 0 2
0 0 0

Total 2 0 2

0 0 0

Print/Copy/Sca Incident None 1 0 1
n/Fax 0 0 0
1 0 1

0 0 0

1 0 1

0 0 0

11 0 11

0 0 0

PC/Laptop 1 0 1
0 0 0

1 0 1

0 0 0

1 0 1

0 0 0

1 0 1

0 0 0

Application Novell 1 0 1
GroupWise 1 0 1

Total 1 0 1

1 0 1

1 0 1

1 0 1

1 0 1

1 0 1

_No Tier 2 1 0 1
0 0 0

Novell Client 1 0 1

for 32-bit 0 0 0




High

Low

Medium

Total

_No Tier 2

None

Total

Total

Application

Error

None

Total

Total

Network

PC/Laptop

Incident

None

Total

Password

Novell Client
for 32-bit

Total

Total

Error

Microsoft
Windows XP

Total

Performance

None

Total

Total




Print/Copy/Sca
n/Fax

Application

Telecom

Telecom

High Low Medium Total

Incident None 0 2
0 0

Total 0 2

0 0

Paper Jam 0 1
0 0

0 1

0 0

0 3

0 0

0 5

0 0

Reporting Human 0 1
Resource 0 1

Total 0 1

0 1

0 1

0 1

0 1

0 1

Voice Mail 0 2
0 0

0 2

0 0

0 2

0 0

0 2

0 0

0 1

0 0

Total 0 1

0 0




High

Low

Medium

Total

Telecom

—_




Average Time To Resolution

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.

Top Number - Total Incidents
Bottom Number - Average time in hours

High Low Medium Total
Application Error Novell 0 2 0 2
GroupWise 0.00 3.30 0.00 3.30
Total 0 2 0 2
0.00 3.30 0.00 3.30
None Novell 0 1 0 1
GroupWise 0.00 0.89 0.00 0.89
Total 0 1 0 1
0.00 0.89 0.00 0.89
Password Novell 0 1 0 1
GroupWise 0.00 2.05 0.00 2.05
Total 0 1 0 1
0.00 2.05 0.00 2.05
Reporting Novell 0 1 0 1
GroupWise 0.00 0.38 0.00 0.38
Total 0 1 0 1
0.00 0.38 0.00 0.38
Total 0 5 0 5
0.00 1.99 0.00 1.99
Network Error Novell Client 0 1 0 1
for 32-bit 0.00 5.67 0.00 5.67
Total 0 1 0 1
0.00 5.67 0.00 5.67
Incident None 0 0 1 1
0.00 0.00 0.19 0.19




High

Low

Medium

Total

Network Incident Total 0 0 1 1
0.00 0.00 0.19 0.19

Total 0 1 1 2

0.00 5.67 0.19 2.93

PC/Laptop Error None 0 1 0 1
0.00 5.32 0.00 5.32

Total 0 1 0 1

0.00 5.32 0.00 5.32

Total 0 1 0 1

0.00 5.32 0.00 5.32

Print/Copy/Sca None None 0 2 0 2
n/Fax 0.00 2.91 0.00 2.91
Total 0 2 0 2

0.00 2.91 0.00 2.91

Queue None 0 1 0 1

0.00 0.05 0.00 0.05

Total 0 1 0 1

0.00 0.05 0.00 0.05

Total 0 3 0 3

0.00 1.96 0.00 1.96

0 10 1 11

0.00 2.68 0.19 2.45

_No Tier 2 None None 0 0 1 1
0.00 0.00 0.00 0.00

Total 0 0 1 1

0.00 0.00 0.00 0.00

Total 0 0 1 1

0.00 0.00 0.00 0.00

Application Reporting Internet 0 1 0 1
Explorer 0.00 9.55 0.00 9.55

Total 0 1 0 1

0.00 9.55 0.00 9.55




High Low Medium Total
Application Total 0 1 0 1
0.00 9.55 0.00 9.55
0 1 1 2
0.00 9.55 0.00 478
_No Tier 2 None None 2 0 0 2
0.07 0.00 0.00 0.07
Total 2 0 0 2
0.07 0.00 0.00 0.07
Total 2 0 0 2
0.07 0.00 0.00 0.07
Application Error Microsoft Word 0 1 0 1
0.00 0.00 0.00 0.00
None 0 1 0 1
0.00 0.00 0.00 0.00
Novell Client 0 1 0 1
for 32-bit 0.00 0.00 0.00 0.00
Total 0 3 0 3
0.00 0.00 0.00 0.00
Password Utah Master 0 2 0 2
Directory 0.00 0.42 0.00 0.42
Total 0 2 0 2
0.00 0.42 0.00 0.42
Total 0 5 0 5
0.00 0.17 0.00 0.17
Network Error None 0 1 0 1
0.00 0.53 0.00 0.53
Total 0 1 0 1
0.00 0.53 0.00 0.53
Total 0 1 0 1
0.00 0.53 0.00 0.53
Server None None 0 1 0 1
0.00 0.00 0.00 0.00




High

Low

Medium

Total

Server None Total 0 1 0 1
0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Telecom None None 0 1 0 1
0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Voice Mail None 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00

2 9 0 11

0.07 0.15 0.00 0.14

Application Error None 0 1 0 1
0.00 0.03 0.00 0.03

Total 0 1 0 1

0.00 0.03 0.00 0.03

Reporting None 0 1 0 1

0.00 5.93 0.00 5.93

Total 0 1 0 1

0.00 5.93 0.00 5.93

Total 0 2 0 2

0.00 2.98 0.00 2.98

PC/Laptop None None 0 1 0 1
0.00 6.82 0.00 6.82

Total 0 1 0 1

0.00 6.82 0.00 6.82

Total 0 1 0 1

0.00 6.82 0.00 6.82




High Low Medium Total
0 3 0 3
0.00 4.26 0.00 4.26
Application Error None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Network Incident Novell Client 0 1 0 1
for 32-bit 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Password Novell Client 0 1 0 1
for 32-bit 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.00 0.00 0.00
PC/Laptop None None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
0 4 0 4
0.00 0.00 0.00 0.00
_No Tier 2 None None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00




High

Low

Medium

Total

Application Error Microsoft 0 1 0 1
Access 0.00 0.69 0.00 0.69

Microsoft Office 0 1 0 1

0.00 2.40 0.00 2.40

None 0 1 1 2

0.00 9.81 2.19 6.00

Novell 0 1 0 1

GroupWise 0.00 0.77 0.00 0.77

Total 0 4 1 5

0.00 3.42 2.19 3.17

Total 0 4 1 5

0.00 3.42 2.19 3.17

PC/Laptop Error None 0 1 0 1
0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

None Novell Client 0 1 0 1

for 32-bit 0.00 6.19 0.00 6.19

Total 0 1 0 1

0.00 6.19 0.00 6.19

Total 0 2 0 2

0.00 3.09 0.00 3.09

0 7 1 8

0.00 2.84 2.19 2.75

_No Tier 2 None None 0 1 0 1
0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Application None None 0 1 0 1
0.00 0.42 0.00 0.42




High Low Medium Total
Application None Total 0 1 0 1
0.00 0.42 0.00 0.42
Password None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Reporting Novell 0 1 0 1
Messenger 0.00 0.21 0.00 0.21
Total 0 1 0 1
0.00 0.21 0.00 0.21
Total 0 3 0 3
0.00 0.21 0.00 0.21
Network Password Novell Client 0 1 0 1
for 32-bit 0.00 0.25 0.00 0.25
Total 0 1 0 1
0.00 0.25 0.00 0.25
Total 0 1 0 1
0.00 0.25 0.00 0.25
0 5 0 5
0.00 0.18 0.00 0.18
_No Tier 2 None FrontEnd 0 1 0 1
0.00 0.49 0.00 0.49
Internet 0 1 0 1
Explorer 0.00 0.16 0.00 0.16
State Payroll 0 1 0 1
System 0.00 0.44 0.00 0.44
Total 0 3 0 3
0.00 0.36 0.00 0.36
Total 0 3 0 3
0.00 0.36 0.00 0.36
Application Error Java Platform 0 1 0 1
SE 0.00 0.00 0.00 0.00




High

Low

Medium

Total

Application Error Total 0 1 0 1
0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

PC/Laptop None None 0 1 0 1
0.00 0.49 0.00 0.49

Total 0 1 0 1

0.00 0.49 0.00 0.49

Total 0 1 0 1

0.00 0.49 0.00 0.49

Print/Copy/Sca None None 0 1 0 1
n/Fax 0.00 1.55 0.00 1.55
Total 0 1 0 1

0.00 1.55 0.00 1.55

Total 0 1 0 1

0.00 1.55 0.00 1.55

0 6 0 6

0.00 0.52 0.00 0.52

_No Tier 2 None Microsoft Word 0 1 0 1
0.00 0.00 0.00 0.00

Novell 0 1 2 3

GroupWise 0.00 0.00 0.00 0.00

State Payroll 0 1 0 1

Time Entry 0.00 0.00 0.00 0.00

Total 0 3 2 5

0.00 0.00 0.00 0.00

Total 0 3 2 5

0.00 0.00 0.00 0.00

Network Password None 0 2 0 2
0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00




High Low Medium Total
Network Total 0 2 0 2
0.00 0.00 0.00 0.00
0 5 2 7
0.00 0.00 0.00 0.00
_No Tier 2 None None 0 1 0 1
0.00 2.32 0.00 2.32
Total 0 1 0 1
0.00 2.32 0.00 2.32
Total 0 1 0 1
0.00 2.32 0.00 2.32
Application Error Adobe Reader 0 1 0 1
0.00 1.84 0.00 1.84
Novell 0 2 0 2
GroupWise 0.00 213 0.00 2.13
Total 0 3 0 3
0.00 2.03 0.00 2.03
None Novell Client 0 1 0 1
for 32-bit 0.00 4.22 0.00 4.22
Total 0 1 0 1
0.00 4.22 0.00 4.22
Total 0 4 0 4
0.00 2.58 0.00 2.58
Network Password Novell Client 0 1 0 1
for 32-bit 0.00 1.21 0.00 1.21
Novell 0 2 0 2
ConsoleOne 0.00 0.00 0.00 0.00
Total 0 3 0 3
0.00 0.40 0.00 0.40
Total 0 3 0 3
0.00 0.40 0.00 0.40
PC/Laptop Hardware None 0 2 0 2
0.00 3.54 0.00 3.54




High

Low

Medium

Total

PC/Laptop Hardware Total 0 2 0 2
0.00 3.54 0.00 3.54

Total 0 2 0 2

0.00 3.54 0.00 3.54

Print/Copy/Sca Incident None 0 1 0 1
n/Fax 0.00 1.22 0.00 1.22
0 1 0 1

0.00 1.22 0.00 1.22

0 1 0 1

0.00 1.22 0.00 1.22

0 11 0 11

0.00 2.01 0.00 2.01

PC/Laptop 0 1 0 1
0.00 0.12 0.00 0.12

0 1 0 1

0.00 0.12 0.00 0.12

0 1 0 1

0.00 0.12 0.00 0.12

0 1 0 1

0.00 0.12 0.00 0.12

Application None Novell 0 1 0 1
GroupWise 0.00 123.11 0.00 123.11

Total 0 1 0 1

0.00 123.11 0.00 123.11

0 1 0 1

0.00 123.11 0.00 123.11

0 1 0 1

0.00 123.11 0.00 123.11

_No Tier 2 0 1 0 1
0.00 0.00 0.00 0.00

Novell Client 0 1 0 1

for 32-bit 0.00 0.00 0.00 0.00




High Low Medium Total
_No Tier 2 None Total 0 2 0 2
0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.00 0.00 0.00
Application Error None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Network Incident None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Password Novell Client 0 1 0 1
for 32-bit 0.00 1.53 0.00 1.53
Total 0 1 0 1
0.00 1.53 0.00 1.53
Total 0 2 0 2
0.00 0.77 0.00 0.77
0 5 0 5
0.00 0.31 0.00 0.31
PC/Laptop Error Microsoft 0 1 0 1
Windows XP 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Performance None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.00 0.00 0.00




Print/Copy/Sca
n/Fax

Application

Telecom

Telecom

High Low Medium Total
Incident None 0 2 0 2
0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.00 0.00 0.00
Paper Jam 0 1 0 1
0.00 0.00 0.00 0.00
0 1 0 1
0.00 0.00 0.00 0.00
0 3 0 5
0.00 0.00 0.00 0.00
0 5 0 5
0.00 0.00 0.00 0.00
Reporting Human 0 1 0 1
Resource 0.00 957.18 0.00 957.18
Total 0 1 0 1
0.00 957.18 0.00 957.18
0 1 0 1
0.00 957.18 0.00 957.18
0 1 0 1
0.00 957.18 0.00 957.18
Voice Mail 0 2 0 2
0.00 0.13 0.00 0.13
0 2 0 2
0.00 0.13 0.00 0.13
0 2 0 2
0.00 0.13 0.00 0.13
0 2 0 2
0.00 0.13 0.00 0.13
0 1 0 1
0.00 0.83 0.00 0.83
Total 0 1 0 1
0.00 0.83 0.00 0.83




High Low Medium Total

Voice/Data/WA Telecom Total 0 1 0 1

N Services 0.00 0.83 0.00 0.83

Total 0 1 0 1

0.00 0.83 0.00 0.83

Total 2 77 5 84

0.07 15.42 0.59 14.33
INC000000152308 _No Tier 2 None Novell GroupWise TIR Missed: No  TIR: 0.00
Metro C Help Desk Human Resource Manag Low Closed TTR Missed: No  TTR: 0.00
INC000000152754  _No Tier 2 None None TIR Missed: No  TIR: 0.00
Metro B Help Desk Human Resource Manag Low Closed TTR Missed: No  TTR: 0.00
INC000000153405 _No Tier 2 None State Payroll Time Entry TIR Missed: No  TIR: 0.00
Metro C Help Desk Human Resource Manag Low Closed TTR Missed: No  TTR: 0.00
INC000000154500 _No Tier 2 None State Payroll System TIR Missed: No  TIR: 0.23
Metro C Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 0.44
INC000000154634 _No Tier 2 None Microsoft Word TIR Missed: No  TIR: 0.00
Metro C Help Desk Human Resource Manag Low Closed TTR Missed: No  TTR: 0.00
INC000000154950 _No Tier 2 None FrontEnd TIRMissed: No TIR: 0.49
Metro C Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 0.49
INC000000156773  _No Tier 2 None Internet Explorer TIR Missed: No  TIR: 0.16
Metro C Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 0.16
INC000000156780 _No Tier 2 None None TIR Missed: No TIR:  0.80
Metro D Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 2.32
INC000000156900 _No Tier 2 None None TIR Missed: No TIR:  0.00
Capitol Hosting Human Resource Manag Medium Closed TTR Missed: No  TTR: 0.00
INC000000157493 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 0.00
INC000000158512  _No Tier 2 None None TIR Missed: No  TIR: 0.00
Metro B Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 0.00
INC000000159140 _No Tier 2 None Novell Client for 32-bit W TIR Missed: No  TIR: 0.00
Rural Central Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 0.00
INC000000160237  _No Tier 2 None Novell GroupWise TIR Missed: No  TIR: 0.00
Metro C Help Desk Human Resource Manag Medium Resolved TTR Missed: No  TTR: 0.00
INC000000160238 _No Tier 2 None Novell GroupWise TIR Missed: No  TIR: 0.00
Metro C Help Desk Human Resource Manag Medium Resolved TTR Missed: No  TTR: 0.00
INC000000161257  _No Tier 2 None None TIR Missed: No  TIR: 0.00
INC000000161257  _No Tier 2 None None TIR Missed: No  TIR: 0.12
Help Desk Human Resource Manag High Resolved TTR Missed: No  TTR: 0.00
Help Desk Human Resource Manag High Resolved TTR Missed: No  TTR: 0.14

Application

INC000000080199  Application Reporting Human Resource Enterpi TIR Missed: Yes TIR: 956.67
Tech Support Human Resource Manag Low Resolved TTR Missed: Yes TTR: 957.18
INC000000151630  Application Error None TIR Missed: No TIR:  0.00




Metro B Desktop Support Human Resource Manag Low Closed TTR Missed: Yes TTR: 9.81
INC000000152004  Application None Novell GroupWise TIR Missed: No  TIR: 0.49
Metro D Hosting Human Resource Manag Low Resolved TTR Missed: Yes TTR: 123.11
INC000000152270  Application Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Human Resource Manag Medium Closed TTR Missed: No  TTR: 2.19
INC000000152431  Application Error Novell GroupWise TIR Missed: No  TIR: 0.26
Metro D Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 0.29
INC000000152437  Application Error Novell GroupWise TIR Missed: No  TIR: 0.22
Metro D Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 3.97
INC000000152457  Application Error Microsoft Office TIR Missed: No  TIR: 0.05
Metro B Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 2.40
INC000000152601  Application Error Novell GroupWise TIR Missed: Yes TIR: 1.26
Capitol Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 1.26
INC000000155068  Application None None TIR Missed: No TIR:  0.00
Metro B Help Desk Human Resource Manag Low Closed TTR Missed: No  TTR: 0.42
INC000000155457  Application Reporting Internet Explorer TIR Missed: Yes TIR: 6.84
Capitol Hosting Human Resource Manag Low Closed TTR Missed: Yes TTR: 9.55
INC000000155707  Application Error Microsoft Access TIRMissed: No TIR:  0.69
Metro B Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 0.69
INC000000156319  Application Error Novell GroupWise TIR Missed: Yes TIR: 2.49
Capitol Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 5.34
INC000000156323  Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 0.77
INC000000156684  Application None Novell Client for 32-bit W TIR Missed: No TIR: 0.16
Metro D Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 4.22
INC000000157871  Application Password Utah Master Directory TIR Missed: No TIR: 0.78
Help Desk Human Resource Manag Low Closed TTR Missed: No  TTR: 0.78
INC000000157938  Application Password Utah Master Directory TIR Missed: No TIR: 0.06
Help Desk Human Resource Manag Low Closed TTR Missed: No  TTR: 0.06
INC000000158217  Application Error Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Help Desk Human Resource Manag Low Closed TTR Missed: No  TTR: 0.00
INC000000158221  Application Error Adobe Reader TIR Missed: No TIR: 0.18
Metro D Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 1.84
INC000000158646  Application Password None TIR Missed: No TIR:  0.00
Metro B Help Desk Human Resource Manag Low Closed TTR Missed: No  TTR: 0.00
INC000000158900  Application Password Novell GroupWise TIR Missed: Yes TIR: 2.03
Capitol Desktop Support Human Resource Manag Low Resolved TTR Missed: No  TTR: 2.05
INC000000159217  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.38
Capitol Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 0.38
INC000000159408  Application Error None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 0.00
INC000000161324  Application Reporting None TIRMissed: No TIR: 0.13
Metro A Desktop Support Human Resource Manag Low Resolved TTR Missed: No  TTR: 5.93
INC000000161895  Application Error Java Platform SE TIR Missed: No TIR: 0.00
Metro C Desktop Support Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.00
INC000000161947  Application None Novell GroupWise TIR Missed: No TIR: 0.48
Capitol Desktop Support Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.89
INC000000163070  Application Error None TIR Missed: No TIR:  0.00



Metro A Help Desk Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.00
INC000000163655  Application Error None TIR Missed: No TIR:  0.00
Help Desk Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.00
INC000000164721  Application Error None TIR Missed: No TIR:  0.00
Metro A Desktop Support Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.03
INC000000164948  Application Reporting Novell Messenger TIR Missed: No  TIR: 0.15
Metro B Help Desk Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.21
INC000000165670  Application Error Microsoft Word TIR Missed: No TIR:  0.00
Help Desk Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.00
Network
INC000000152895  Network Incident None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 0.00
INC000000154463  Network Password None TIR Missed: No TIR:  0.00
Metro C Help Desk Human Resource Manag Low Closed TTR Missed: No  TTR: 0.00
INC000000154465  Network Password None TIR Missed: No TIR:  0.00
Metro C Help Desk Human Resource Manag Low Closed TTR Missed: No  TTR: 0.00
INC000000154974  Network Password Novell ConsoleOne TIR Missed: No  TIR: 0.00
Metro D Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 0.00
INC000000155136  Network Password Novell Client for 32-bit W TIR Missed: Yes TIR: 1.53
Rural Central Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 1.53
INC000000157757  Network Error None TIR Missed: No TIR:  0.53
Help Desk Human Resource Manag Low Closed TTR Missed: No  TTR: 0.53
INC000000159689  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.22
Capitol Desktop Support Human Resource Manag Low Resolved TTR Missed: No  TTR: 5.67
INC000000161450  Network Incident Novell Client for 32-bit W TIR Missed: No  TIR: 0.00
Metro A Help Desk Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.00
INC000000161900  Network Password Novell ConsoleOne TIR Missed: No  TIR: 0.00
Metro D Desktop Support Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.00
INC000000162813  Network Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.08
Metro B Help Desk Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.25
INC000000164073  Network Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.00
Metro A Help Desk Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.00
INC000000164273  Network Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.18
Metro D Desktop Support Human Resource Manag Low Resolved TTR Missed: No TTR: 1.21
INC000000165406  Network Incident None TIRMissed: No TIR: 0.19
Capitol Desktop Support Human Resource Manag Medium Resolved TTR Missed: No  TTR: 0.19
PC/Laptop
INC000000152730  PC/Laptop Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 0.00
INC000000153256  PC/Laptop Hardware None TIR Missed: No TIR:  0.69
Metro D Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 5.61
INC000000153556  PC/Laptop Hardware None TIR Missed: Yes TIR: 1.48
Metro D Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 1.48
INC000000154340  PC/Laptop None None TIRMissed: No TIR: 0.12
Metro D Help Desk Human Resource Manag Low Closed TTR Missed: No  TTR: 0.12
INC000000154592  PC/Laptop None None TIRMissed: No TIR: 0.26
Metro A Desktop Support Human Resource Manag Low Closed TTR Missed: Yes TTR: 6.82
INC000000155799  PC/Laptop None None TIR Missed: No TIR: 0.49



Metro C Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 0.49
INC000000156959  PC/Laptop None None TIR Missed: No TIR:  0.00
Metro A Help Desk Human Resource Manag Low Closed TTR Missed: No  TTR: 0.00
INC000000159785  PC/Laptop None Novell Client for 32-bit W TIR Missed: Yes TIR: 1.58
Metro B Desktop Support Human Resource Manag Low Resolved TTR Missed: Yes TTR: 6.19
INC000000160745  PC/Laptop Error None TIR Missed: No  TIR: 0.49
Capitol Desktop Support Human Resource Manag Low Resolved TTR Missed: No  TTR: 5.32
INC000000161225  PC/Laptop Performance None TIR Missed: No  TIR: 0.00
Rural South Desktop Support Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.00
INC000000165265  PC/Laptop Error Microsoft Windows XP Pi TIR Missed: No  TIR: 0.00
Rural South Desktop Support Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.00
Print/Copy/Scan/Fax
INC000000152367  Print/Copy/Scan/Fax  Queue None TIR Missed: No TIR:  0.00
Capitol Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 0.05
INC000000154334  Print/Copy/Scan/Fax None None TIR Missed: No TIR: 0.87
Capitol Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 3.50
INC000000155443  Print/Copy/Scan/Fax None None TIR Missed: Yes TIR: 2.32
Capitol Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 2.32
INC000000157334  Print/Copy/Scan/Fax None None TIR Missed: Yes TIR: 1.55
Metro C Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 1.55
INC000000160126  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Rural South Desktop Support Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.00
INC000000160155  Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 1.22
Metro D Desktop Support Human Resource Manag Low Resolved TTR Missed: No  TTR: 1.22
INC000000162842  Print/Copy/Scan/Fax Paper Jam None TIR Missed: No TIR:  0.00
Rural South Desktop Support Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.00
INC000000165751  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Rural South Desktop Support Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.00
Server
INC000000155460  Server None None TIR Missed: No TIR:  0.00
Help Desk Human Resource Manag Low Closed TTR Missed: No  TTR: 0.00
Telecom
INC000000153307  Telecom Voice Mail None TIR Missed: No  TIR: 0.07
Voice Operations Human Resource Manag Low Closed TTR Missed: No  TTR: 0.09
INC000000153524  Telecom Voice Mail None TIR Missed: No  TIR: 0.00
Help Desk Human Resource Manag Low Closed TTR Missed: No  TTR: 0.00
INC000000156558  Telecom None None TIR Missed: No TIR:  0.52
Voice/Data/WAN Services Human Resource Manag Low Closed TTR Missed: No  TTR: 0.83
INC000000156626  Telecom None None TIR Missed: No TIR:  0.00
Help Desk Human Resource Manag Low Closed TTR Missed: No  TTR: 0.00
INC000000162625  Telecom Voice Mail None TIRMissed: No TIR: 0.14
Voice Operations Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.17




